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Tn % Claims 




1. (Currently Amended) A method for processing a web call comprising: 
receiving a call request message for the web call; 

identifying a web caU center resource in response to receiving the call request 

C r - hrr-i- ^^--^^^j- P t>,. web call center resource is h^sed npon information 

c..^H » cookie c ^..c^H npnn mfomiRtion stoted in a digitaUerOfigate; and 

generating and transmitting a routing instruction to route the web call to the web 
call center resource. 

2. (Original) The method of claim 1 wherein the call request message is a Get 
document request in Hyper Text Transfer Protocol. 

3-4. (Cancelled) 

5. (Currently Amended) THe method of claim 1 wherein identifying the web call 
center resource is further based upon caUer entered infoimation. 

6. (Currently Amended) TTie method of claim 1 wherein identifying the web call 
center i^source is further based upon an Internet Protocol address. 

7. (Currently Amended) The method of claim 1 wherein identifying the web call 
center resource is further based upon a domain name. 

8. (Currently Amended) The method of claim 1 wherein identifying the web call 
center resource is ftirther based upon a time of day. 

9. (Currently Amended) The method of claim 1 wherein identifying the web call 
center resource is farther based upon a day. 
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10. (Currently Amended) The method of claim 1 wherein identifying the web call 
center resource is farther based on the least busy agent. 

|\\ 1 1. (Currently Amended) The method of claim 1 wherein identifying the web call 

center resource is fiirflssr based on the least congested route. 

12. (Cuirently Amended) The method of claim 1 wherein identifying the web call 
center resource is further based on the class of service. 

13. (Currently Amended) The method of claim 1 wherein identifying the web call 
center resource is farther based on the quality of service. 
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14. (Currently Amended) A software product for processing a web call 
comprising: 

web call server software operational when executed by a processor to direct the 
processor to receive a caU request message for the web call, identify a web call center 
resource in response to receiving the call request messag e wh.rHn Thf web call ce^t^y 
^.»„w. ^ ^< ^rlentifiH Ko ^.^ i.nnn inform-^tion «itoret1 in a qffokie or based m 
;.f.^.ti.n.tnred in a ^^ci..l certificate, and genemte and transmit a routing instruction 
to route the web call to the web call center resource; and 

a software storage medium operational to store the web call server software. 

15. (Original) nie software product of claim U wherein the call request message 
is a Get document request in Hyper Text Transfer Protocol. 

J 

16-17. (Cancelled) 



18. (Currently Amended) The software product of claim 14 wherein the web call 
server software operational when executed by the processor to direct the processor to 
identify a web call center resource is forflM based upon caller entered information. 



19. (Cur«mtly Amended) The software product of claim 14 wherein the web call 
software operational when executed by the processor to direct the processor to 
identify a web call center resource is fiffifeer based upon an Internet Protocol address. 



server 



20. (Currently Amended) The software product of claim 14 wherein the web call 
server software operational when executed by the processor to direct the processor to 
identify a web call center resource is farther based upon a domain name. 

21. (CurrenUy Amended) The software product of claim 14 wherein the web call 
server software operational when executed by the processor to direct the processor to 
identify a web call center resource is furtl^ac based upon a time of day. 
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22. (Currently Amended) The software product of claim 14 wherein the web call 
software operational when executed by the processor to direct the processor to 
identify a web call center resource is farther based upon a day. 



server 



server ! 



23. (Currently Amended) The software pmduct of claim 14 wherein the web call 
software operational when executed by the processor to direct the processor to 

identify a web call center resource is fisther based upon the least busy agent. 

24. (Currently Amended) The software pioduct of claim 14 wherein the web call 
server software operational when executed by the processor to direct the processor to 
identify a web call center resource is farther based upon the least congested route. 

25. (Currently Amended) The software product of claim H whez^in the web call 
server software operational when executed by the processor to direct the processor to 
identify a web call center resource is farthei based upon the class of service. 

26. (Currently Amended) The software product of claim 14 wherein the web call 
server software operational when executed by the processor to direct the processor to 
identify a web call center resource is furthey based upon the quality of service. 
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27. (Currently Amended) A web call server for processing a web call comprisiag: 
a processor configured to receive a call request message for the web call, identify 
. a web call center resource in response to receiving the call request message^wheEsinthe 

\ .„.K ...1 r^t.r ^.ourc - ^^--^^^H h»..ed un.n information stored in n cookie or base4 

' ^ ^ ^^ fn,n..tion stor -^^ ^ H'rt^l certificate, and generate and transmit a routmg 

instruction to route the web call to the web call center resource; and 

an interfece configured to tmnsfer the call request message for the web call to the 
processor and transfer the routing instruction from the processor. 

28. (Original) Hie web call server of claim 27 wherein the call request message is 
a Get document request in Hyper Text Transtfer Protocol. 

29-30. (Cancelled) 

31. (Currently Amended) The web call server of claim 27 wherein the processor 
configured to identify the web call center resource is ferther based upon caller entered 
information. 

32. (Currently Amended) Tlie web call server of claim 27 wherein the processor 
configured to identify the web call center resource is Mm based upon an Internet 
Protocol address. 

33 . (Cun«ntly Amended) The web call server of claim 27 wherein the processor 
configured to identify the web call center resource is fm^ based upon a domain name. 

34. (Currently Amended) The web call server of claim 27 wherein the processor 
configured to identify the web call center resource is fijrths based upon a time of day. 

35. (Currently Amended) The web call server of claim 27 wherem the processor 
configured to identify the web call center resouKx: is fijrther based upon a day. 
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36. (Currently Amended) The web call server of claim 27 wherein the processor 
,nfigured to identify the web call center resource is forflisi based upon the least busy 



CO 

agent. 



37. (Currently Amended) The web call server of claim 27 wherein the processor 
configured to identify the web call center resource is Mhsr based upon the least 

congested route, 

38. (Currently Amended) The web call server of claim 27 wherein the processor 
figured to identify the web call center resource is ftjrthS based upon the class of 



con 
service. 



39. (Currently Amended) The web call server of claim 27 wherein the processor 
,i^gured to identify the web call center resource is furdier based upon the quality of 



COl 

service 
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40. (Cuirently Amended) A method of queuing a web call comprising: 
receiving a call request message for the web call; 

determining whether any web call center resource is avaUable to handle the web 
call in response to receiving the call request message .rh^rHn det^ npininp whether any 
.»>v. ..11 ..nter res o---->- ^v^H^hle is h.sH iipon infonnation stored in a pookie or 
K^^pH « pon inf" "r.^tion stored in n Hiatal certificate; and 

transferring a web call indicator to a web call queue in response to the 
determinatioii that all web call center resources are unavailable. 

41 . (Original) The method of claim 40 wherein the web call indicator comprises 
the call request message. 

42. (Original) The method of claim 40 wherein the web call indicator comprises 
the web call, 

43. (Original) The method of claim 40 further comprising armnging an order in 
the web queue by priority. 

44. (Original) The method of claim 40 further comprising arranging an order in 
the web queue by priority. 

45. (Original) The method of claim 44 wherein the priority comprises first in first 



out. 



out. 



46. (Original) The method of claim 44 wherein the priority comprises last in first 



47. (Original) The method of claim 44 wherein the priority comprises a priority 

level. 

48. (Original) The method of claim 40 further comprising: 
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identifying a web call center resource in response to the determination that the 
web call center resources is available; and 

generatmg and transmittine a routing instruction to route the web call from the 

web queue to the web call center resource. 

49. (Original) The method of claim 40 wherein the call request message is a Get 
document request in Hyper Text Transfer Protocol. 

50-51. (Cancelled) 

52. (Currently Amended) The meHiod of claim 40 wherein determining whether 
any web call center resource is available is fijrther based upon caller entered information. 

53. (Currently Amended) The method of claim 40 wherein determining whether 
any web call center resource is available is fisthsr based upon an Internet Protocol 

address. 

54. (CurrenUy Amended) Hie method of claim 40 wherein determining whether 
any web call center resource is available is fss!^ based upon a domain name. 

55. (Currently Amended) The method of claim 40 wherein determining whether 
any web call center resource is avaUable is ftirflier based upon a time of day. 

56. (Currently Amended) The method of claim 40 wherein determining whether 
any web call center resource is available is fisther based upon a day. 

57. (Currently Amended) The method of claim 40 wherein determining whether 
any web call center resource is available is based upon the least busy agent 

58. (Currently Amended) The method of claim 40 wherein determining whether 
any web call center resource is available is mm based upon the least congested route. 
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59. (CurrenUy Amended) The method of claim 40 wherein determining whether 
any web call center resource is available is furth<g: based upon the class of. service. 

60. (Currently Amended) The method of claim 40 wherein determining whether 
any web call center resource is available is further based upon the quality of service. 
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61 . (Currently Amended) A software product for queuing a web call comprising: 
web call server softvsrare operational when executed by a processor to direct the 
processor to receive a call request message for the web call, determine whether any web 
call center resource is available to handle the web call in response to receiving the call 

request - icr --h-r~-- ^^"^ "'^^^ ^^"^ ^"^^"""^^"^ 

K.c^ u pon inform -^'»" ^^-r.A in a conVie or ha^ed upoq informmion stored in a digital 
certificate , and tr^sfer a web call indicator to a web call queue in response to the 
determination that all web call center resources are unavailable; and 

a software storage medium operational to store the web call server software. 

62. (Original) The software product of claim 61 wherein the web call indicator 
comprises the call request message. 

63. (Original) The software product of claim 61 wherein the web caU indicator 
comprises the web call. 

64. (Original) The software product of claim 61 wherein the web call server 
software is operational when executed by the processor to direct the processor to arrange 
an order in the web queue by priority. 

65. (Original) The software product of claim 64 wherein the priority comprises 
first in first out. 

66. (Original) The software product of claim 64 wherein the priority comprises 
last in first out. 

67. (Original) The software product of claim 64 wherein the priority comprises a 
priority level. 

68. (Original) The software product of claim 61 wherein the web call server 
software is operational when executed by the processor to direct the processor to identify 
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a web call center resource in response to the determination that all web call center 
resources are unavailable and generate and transmit a routing instruction to route the web 
caU from the web queue to the web call center resource. 

69. (Original) The software product of claim 61 wherein the call request message 
is a Get document request in Hyper Text Transfer Protocol. 

70-71. (Caiicelled) 

72. (Currently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
detemiine whether any web call center resource is available is forther based upon caller 
entered information. 

73. (Currently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
determine whether any web call center resource is available is ftMher based upon an 
Internet Protocol address. 

74. (Currently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
determine whether any web call center resource is available is based upon a 

domain name. 

75. (Currently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
determine whether any web caU center resource is available is fiirthsr based upon a time 
of day. 

76. (Currently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
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detennine whether any web call center resource is available is fijrther based upon a day 
of the week. 

77. (Ci^nUy Amended) The soflwai* product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
detennine whether any web call center resource is available is fiirths based upon the 
least busy agent. 

78. (Currently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
determine whether any web call center resource is available is based upon the 
least congested route. 

79. (Cun^ntly Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
detennine whether any web call center resource is available is ftirther based upon the 
class of service. 

80. (Cunently Amended) The software product of claim 61 wherein the web call 
server software is operational when executed by the processor to direct the processor to 
detennine whether any web caU center resource is available is fiirdier based upon the 

quality of service. 
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81. (Cuirently Amended) A web call server for queuing a web call comprising: 
a processor configured to receive a call request message for the web caU. 
determine whether any web call center resource is available to handle the web call in 
response to receiving the call request message. y r berHn wh^her nnV ^^^b call center 
.^nnme is avaib^l^ i<» Hi^termined " P"" informariofl stored in a c;oQ)cie or based 
,^^r. ^.fnm..tion stoH ^" - ^^--^^ certificate, and transfer the web call indicator to a 
web call queue in response to the determination that all web call center resources are 
unavailable; and 

an interfece configured to transfer the call request message to the processor and 
transfer an instruction to transfer the web call to a web caU queue from the processor. 

82. (Original) The web call server of claim 81 wherein the web call indicator 
comprises the call request message. 

83. (Original) The web caU server of claim 81 wherein the web call indicator 
comprises ttie web call. 

84. (Original) The web call server of claim 81 wherein the processor is 
configured to arrange an order in the web queue by priority. 

85. (Original) The web call server of claim 84 wherein the priority comprises 
first in first out. 

86. (Original) The web call server of claim 84 wherein the priority comprises last 
in first out. 

87. (Original) The web caU server of claim 84 wherein the priority comprises a 
priority level. 

88. (Original) The web call server of claim 81 wherein the processor is 
configured to identify a web call center resource in response to the determination that all 
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web call center resources are unavailable and generate aiid transmit a routing instruction 
to route the web call from the web queue to the web call center resource and wherein the 
interface is configured to transfer the routing instruction fi-om the processor. 

89. (Original) The web call server of claim 81 wherein the call request message is 
a Get document reqjst in Hyper Text Transfer Protocol. 

90-91. (Cancelled) 

92. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to determme whether any web call center resource is available is fiirflier based 
upon caller entered information. 

93. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to determine whether any web call center resource is avaUable is fiirth^ based 
upon an Internet Protocol address. 

94. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to determine whether any web call center resource is available is ftjrrtM based 
upon a domain name. 

95. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to determine whether any web call center resource is available is mm based 
upon a time of day. 

96. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to determine whether any web call center resource is available is tsSSs^ based 
upon a day. 
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97. (Currently Amended) The web caU server of claim 81 wherein the processor 
configured to determme whether any web call center resource is available is fiather based 
upon the least busy agent. 

98. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to detenniiae whether any web call center resource is available is fiirther based 
upon the least congested route. 

99. (Currently Amended) The web call server of claim 81 wherein the processor 
configured to determine whether any web call center resource is available is MM based 
upon the class of service. 

100. (Currently Amended) The web caU server of claim 81 wherein the processor 
configured to determine whether any web call center resource is available is mm based 
upon the quality of service. 
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101. (Currently Amended) A method of providing a web service application to a 

web call comprising: 

receiving a call request message for the web call; 

identifying the web service application for the web call in response to the caU 
request mr-^ir V'*--"" ^^"-tifain p the weh service, application is hase^ upon 
.•.formi^tion stor e>^ « f^nkie or b ased upon infor mation stored in a digital certificats ; 

and 

generating and transmitting an instruction to provide the web service application 
to the web call. 

102. (Original) The method of claim 101 wherein the web service application 
comprises providing a message for the web call . 

103. (Original) The method of claim 101 wherein the web service application 
comprises an interactive application. 

104. (Original) The method of claim 103 wherein the interactive application 
comprises selecting a language preference. 

105. (Original) The method of claim 1 03 wherein the interactive appUcation 
comprises servicing a customer account 

106. (Original) The method of claim 103 wherein the interactive application 
comprises shopping. 

107. (Original) The method of claim 103 wherein the interactive application 
comprises providing product or service information. 

108. (Origmal) The method of claim 101 wh«srein the call request message is a 
Get document request in Hyper Text Transfer Protocol. 
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109-110. (Cancell«jd) 

111. (Cuirently Amended) The method of claim 101 wherein identifying the web 
service application for the web call is fiirth^l based upon caller entered information. 

112. (Currently Amended) The method of claim 101 wherein identifying the web 
service application for the web call is finte based upon an Internet Protocol address. 

113. (CurTently Amended) The method of claim 101 wherein identifying the web 
service application for the web call is farther based upon a domain name. 

114. (Currently Amended) The method of claim 101 wherein identifying the web 
service application for the web call is further based upon a time of day. 

1 1 5. (CuxrenUy Ameiided) The method of claim 101 wherein identifying the web 
service application for the web caU is farther based upon a day. 
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116. (CurrenUy Amended) A software product for providing a web service 

application to a web call comprising: 

web call server software operational when executed by a processor to direct the 
processor to receive a call request message for the web call, identify the web service 
application for the web call in response to the call request messag e wherein the web 
..»,^r: .p pHcatior ^^^tifi^d based nnon informat ion stored in a rookie or ba^ upon 
,-.f.^.t^nn ^.red in » Himt^l certificate, and generate and transmit an instruction to 
provide the web service application to the web call; and 

a software storage medium operational to store the web call server software. 

1 17. (Original) The software product of claim 1 16 wherein web service 
application comprises providing a message for the web call. 

llg. (Original) The software product of claim 116 wherein the web service 
application comprises an interactive application. 

1 19. (Original) The software product of claim 118 wherein the interactive 
application comprises selecting a language preference. 

120. (Original) The software product of claim U8 wherein the interactive 
application comprises servicing a customer account. 

121. (Original) The software product of claim 1 1 8 wherein the interactive 
application con^rises shopping. 

122. (Original) The software product of claim 1 1 8 wherein the interactive 
appHcation comprises providing product or service information. 

123. (Original) The software product of claim 116 wherein the call request 
message is a Get document request in Hyper Text Transfer Protocol. 
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124-125. (Cancelled) 

|\\ 126. (Currently Amended) The software product ofclaim 116 wherein the web 

call server software operational when executed by the processor to direct the processor to 
identify the web service application for the web call is MM based upon caller entered 

information. 

127. (Cunently Amended) The software product of claim 1 16 wherein the web 
call server software operational when executed by the processor to direct the processor to 
identify the web service application for the web call is fiaSh^ based upon an Internet 
Protocol address. 

128. (Currently Amended) The software product ofclaim 116 wherein the web 
call server software operational when executed by the processor to direct the processor to 
identify the web service application for the web call is Miei based upon a domain 



name. 



129. (Currently Amended) The software product ofclaim 1 16 wherein the web 
call server software operational when executed by the processor to direct the processor to 
identify tiie web service application for the web call is fiirth^r based upon a time of day. 

130. (Currentiy Amended) The software product of claim 1 16 wherein the web 
call server software operational when executed by the processor to direct the processor to 
identify the web service application for ti»e web call is ftjr&er based upon a day. 
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131. (Currently Amended) A web call server for providing a web service 
application to a web call comprising: 

a processor configured to receive a call truest message for the web call, identify 
the web service application for the web call in response to the call request message. 
^ „w.in the web .p pHo..tion is iHentified base4 upon informatiop stpred in a 

.^.vu l..^d uno. ^^^^TT"-^'- -'-^ ^" " ^^^'^'^^ certificate, generate and transmit an 
instruction to provide the web service application to the web call; and 

an interface configured to transfer the call request message for the web call to the 
processor and transfer the instruction to provide the web service application to the web 
call firom the processor. 

132. (Original) The web call server of claim 131 wherein web service application 
comprises providing a message for the web call. 

133. (Original) The web call server of claim 131 wherein the web service application 
comprises an interactive ^plication. 

134. (Original) The web call server of claim 133 wherein the interactive 
application comprises selecting a language preference. 

135. (Original) The web call server of claim 133 wherein the interactive 
application comprises servicing a customer account. 

136. (Original) The web call server of claim 133 wherein the interactive 
application comprises shopping. 

1 37. (Original) The web call server of claim 133 wherein the interactive 
application comprises providing product or service information. 

138. (Original) The web call server of claim 131 wherein tiie call request 
message is a Get document request in Hyper Text Transfer Protocol. 
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139-140. (Cantelled) 

141. (Currentiy Amended) The web call server of claim 131 wherein the 
processor configured to identify the web service application for the web call is Mfegr 
based upon caller entered information. 

142. (Cunmtly Amended) The web call server of claim 131 wherein the 
processor configuied to identify the web service appUcation for the web call is former 
based upon an Internet Protocol address. 

143. (Currently Amended) The web call server of claim 131 wherein the 
processor configured to identify the web service application for the web call is ftirth^ 
based upon a domain name. 

144. (Currently Amended) The web call server of claim 131 wherein the 
processor configured to identify the web service application for the web call is Mier 
based upon a time of day. 

145. (Cunently Amended) The web caU server of claim 131 wherein the 
processor configured to identify the web service application for the web call is 
based upon a day. 
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